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HUBUNGAN ANTARA KUALiTi PERKIffi1SATAN JURULATIH 
KORPORAT DAN KEBERKESANAN LATIHAN 
Tian Hui Lian 
Kajian ini bertujuan untuk mengenalpasti hubungan yang wujud antara kualiti 
pedchidmatan jurulatih korporat dan keberkesanan latihan di kalangan pekerja yang 
berkerja di Syarikat XYZ. Objektif utama kajian adalah untuk mengkaji hubungan 
antara kualiti perlchidmatan jurulatih korporat dan keberke. sanan latihan serta 
menentukan faktor dominan yang mempengaruhi keberkesanan latihan. 
Pembolehubah tidak bersandar dalam kajian ini terdiri daripada lima dimensi kualiti 
perkhidmatan iaitu keyakinan, empati, kebolehpercayaan, sambutan dan ketara. 
Sebanyak 96 peke ja daripada semua peicecja yang beloerja di Syarikat XYZ. dipilih 
secara rawak sebagai responden untuk kajian ini. Semua data yang relevan dikumpul 
melalui peqpdam borang soal seidik kajian. Data tersebut kemudiannya diproses 
dan dianalisa dengan menggunakan Statistical Package for Social Sciences (SPSS) 
versi 17.0. Ujian-ujian yang terlibat termasuk awl is keboleipestisn, analisis faktor, 
analisis korelasi dan analisis regresi. Dapatan kajian meneangkan wujudnya 
hubungan signifikan antara kualiti peckhidroýttan juruiatih korporat (iaitu keyakinan, 
empati, kebolehpercaysan, sambutan dan ketara) dan keberkesanan latihan (iaitu 
peogambilalihan patgetahuan, kemahiran don sikap). Selain itu, kajian ini juga 
mendedahkan bahawa dimensi keyakinan merupakan fiiktor dominan antara dimaai 
kualiti perlchidmatan jurulatih korporat yang menpengaruhi keborkmanan latihan. 
Berdasarkan hasil dapatan, ulasan diberikan dari segi teori dan e»pirikal. Sebagai 
kesimpulan, kajian ini parting bagi orgaaisasi dan juga jurutat& koorporat untuk 
nremahami hubugan panting yang wujub antara kualiti pakhiI ii it in jurulatih 
korporat dan keberkesanan latihan. Ini juga memberi kesedaran dimana latihan 
korporat memainkan peranan panting sebagai firnpi peighattaran pe: khidmatan.. 
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ABSTRAC'T 
RELATIONSHIP BETWEEN CORPORATE TRAINER'S SERVICE 
QUALITY AND TRAINING EFTEMIVENESS 
Tian Hui Lion 
This study aims to identify the relationship between corporate burner's service 
quality and training efctiveness among employees working at XYZ Company. The 
main objective of this study is to determine the relationship between corporate 
trainer's service quality and training effectiveness and dominant, factor(s) among 
corporate trainer's service quality dimensions that affect training effectiveness. The 
independent variables of this study consist of the five dimensions of service quality 
which are assurance, empathy, reliability, responsiveness, and tangible. A total of 96 
employees from all of the employees who are working at XYZ Company were 
selected as respondents for this study by using simple random sampling. All the 
relevant data was collected through distribution of questionnaire. The data were 
then processd and analysed by using the Statistical Package , 
For Social Sciences 
(SPSS) version 17.0. The tests that were involved in this study inichded reliability 
test, factor analysis, Pearson Correlation, and Multiple Linear Regression. Findings 
rev a aleid that significant positive relationdiip exists between the corporate trainer's 
service quality (i. e. assurance, empathy, reliability, responsiveness, and tangible) 
and training effectiveness (Ee. acquisition of bawledge, shills, and attitude). Besides, 
this study also revealed that assurance dimension determined as the dominant actor 
among the corporate trainer's service quality dimensions on t ainning effectiveness. 
Furthermore, tleoritical and empirical justification are offered based on the results. 
As a conclusion, this study is important for the organisation and alwo the corporate 
turners to widerstand the significant relationship that exist between the cvrporase 
trainer's service quality and training effectiveness. It a1. wr create awareness where 





This study examines the relationship between corporate trainer's service 
quality and training effectiveness. In this chapter, researcher presents the background 
of this study and the statement of the problem will be discussed. TU objective of this 
study is clearly clarified. Moreover, the research hypothesis is presented too. The 
conceptual f amework on relationship between corporate trainer's service quality and 
training effectiveness also is shown. Besides, the significance and limitation of this 
research is discussed. Furthermore, the definition of terms is justified too. This 
chapter is important to provide a clear overview of the topic and its' scope in this 
research. 
1.1 Background of the Study 
Human resource development (HRD) is dw delivery system used by 
organizations to develop individuals through training and development, career 
development, and organizational development (Brooks & Nafulcho, 2006). In this 
study, researcher focuses on one of the function in HRD, v ch is tramffig. Training 
1 
is a planned effort by a company in such activities to teach or facilitate employees' 
learning of job-related competencies which include knowledge, skills or behaviors 
that are critical for successful job performance and perform better in their present job 
(Noe, 2008; Stone, 2009). Training also emphasizes immediate improvements in job 
performance via the procurement of specific skills (Stone, 2009, p. 247). This is 
because training would be solution to a performance issue (Schmidt, Mott, & Lanoux, 
2009). While the 2004 Research Report, Helping People Learn, defined training as 
an instructor-led content based intervention leading to the desired changes in 
behavior (Sloman & Philpott, 2006). 
Training is important in the workplace which its major focus in educating the 
employees to become high performers in the forms such as training (Schmidt et at, 
2009). Human Resource Development Fund (HRDF), a training levy-reimbursement 
scheme for organization to apply with teams and condition applied, was established 
in 1993 in Malaysia This shows that training and development activities are also 
highly concerned in Malaysia. Although there is HRDF, budget spent on training 
need to be concerned for both government and organization. Especially during this 
the recession, training effectiveness is justified by the expense of training and also 
the original reason for carry out the training (Bedinghani, 1997). Hence, to ensure 
that the training budget is used in valuable ways, the organization needs to ensue the 
training effectiveness. This training effectiveness is related to the quality of the 
trainer. Therefore, this research focuses on the relationship between corporate 
trainer's service quality and the training effectiveness. 
Although current training trends apply the virtual lemming surface and virtual 
classrooms live by slightly different rules, foundation for both traditional classroom 
and online is still facilitating to ensure alert and engaged learners (Miner, 2009). This 
shows that no matter what forms of training will also have the same goal which is to 
increase the training effectiveness. Consequently, training effectiveness is highly 
concerned by all the organization that sends their employee for training. This is 
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majorly due to the fact that high quality training leads to the success of the 
organization because employees are valuable asset to the organization. 
Training will benefit the employee by increasing their oonýetencies, skills, 
and also their job -performance and will indirectly assist their career development 
However, training could be one of the strategies for organizational or management 
issues such as employee retention, increase productivity, and add real value to 
business and organization. According to Hayes and Zaccarelli (1996), training 
manager, customer, employee and organization have much to gain- and nothing to 
lose- with a high-quality training program and other benefit including saving money, 
time, reducing staffing concerns, and saving relationship. 
Therefore, training program must be high quality and el%c tive, to ensure the 
training output is equivalent as the monetruy input in order to save the budget and 
avoid wasting die budget on the infective training program. Training veness 
is justified by the expenses of training and also the main objective of conduct 
traiing. 
A training program, either internal training or eater al training is held by 
trainer(s) and participated by a group of trainee. Especially, corporate training is a 
business performance improvement function and not an education function (Bersie, 
2008, p. 210). The main purpose of training process is to achieve the training goal 
and meet the higher performance. Training - 
is affected by several 
factors, either internal or external factor. One of the factors is trainer. According to 
Galbraith (as cited in Gauld & Miller, 2004), the effectiveness of trainers who 
deliver the resource is known to be signifier in the final return on training 
investment. Moreover, Ooi, Lee, and Lo (2007) also suggested that trainer 
competence is one of the primary contributors for training effectiveness. This implies 
that organizations should focus on trainer competence in delivering the training 
programs. 
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Trainer, as service provider, is providing a service, which is training. 
According to Bersin (2008), corporate training plays an important role as a servic e- 
delivery function. Thus, quality of the corporate trainer can be discussed as service 
quality. Service quality of a corporate trainer not only affects the training 
effectiveness, but also affects the competitive advantage of the trainer in this training 
industry. Service quality is an important element to achieve the competitive 
advantage in the related service industry. 
Moreover, the service quality is very important and could be the competitive 
advantage for the trainer because others may copy the idea of the training content but 
the competitor trainer may not have the same service quality. Hence, by providing 
the quality service, it will able to attract more customers and therefore will benefit 
both the training provider and the customer, either the company or trainee. 
1.2 Statement of the Problem 
In most corporate, training activities are provided by trainers, managers, in- 
house consultants, and employee experts (Noe, 2008). This shows the important 
roles of trainers in corporate training activities which is from the training needs 
analysis till the evaluation process. Moreover, effective trainer will be able to help 
people to learn (Flagg & McHale, 1990). Ivancevich (2009) also stated that great 
care must be exercised in choosing effective instructor or trainer because selection of 
the person who performs the training task will affect the success of the training 
program. 
According to the systemic model of transfer of training, trainer is one of the 
fags that affect the pence (Nikandrou, Brinia, & Bereri, 2009). Transfer of 
training is part of the judgments on training effectiveness, same as the acquisition of 
knowledge, skills, and attitude. Before transfer of training is able to occur, 
motivation for learning, content of training, trainers, and method of training 
contribute to the training outcome. 
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Moreover, recent study on the determinant of training effectiveness in 
Malaysia organization suggested that instructor competence and training type are the 
primary contributors to training veness (Ooi, Lee, & Lo, 2007). This 
suggestion shows that trainer competence has an influence on worker's knowledge 
acquisition and worker's performance and knowledge application. Furthermore, 
another recent study conducted by Lin and Sharif (2009) has proven that trainer is 
one of the factors affect training effectiveness. Besides, there is also research study 
which show that trainer play a major role in positively influencing individual-level 
outcomes of training, especially the reaction criteria which means the knowledge and 
skills acquisition (Feisel, Hartmann, Giunipero, & Schober, n. d. ). Not only that, the 
research study also shows that responsiveness of trainers to participant influences the 
affective reaction criteria. 
From the observation carried out by the researcher during the internship, the 
researcher found that many company now spend a huge amount of budget in 
training activities. Moreover, the cost for the training program is expensive. 
Effectiveness training program is vital and highly being concerned, especially for 
those organizations that are willing to send the employees for training during the 
economy recession where most of the organizations is trying to reduce the training 
budget. Furthermore, when searching for training activities, the corporate trainer's 
profile is being concerned by the company. 
However, as far as this research is concerned, there is no comprehensive 
study which shows the relationship between service quality dimensions of trainer on 
training effectiveness. Therefore, this research aim to examine how is the trainer's 
competence from the service quality dimensions which are assurance, empathy, 
reliability, responsiveness and tangible affect the training electiveness, specifically 
in trainee satisfaction in acquisition of knowledge, skills, and attitude. Besides, in 
this research, researcher studies on the dominant dimensions of corporate trainer's 
service quality on the training of activeness. 
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13 Objective of the Study 
The objective of this study is divided into two main types: 
1.3.1 Main Objective 
The main objective in this study is to determine the relationship between corporate 
trainer's service quality on training effectiveness. 
1.3.2 Specific Objectives 
The specific objectives of the study are to determine: 
1. The relationship between the assurance dimension of corporate trainer's 
service quality towards training effectiveness. 
2. The relationship between the empathy dimension of corporate trainer's 
service quality towards training effectiveness. 
3. The relationship between the reliability dimension of corporate trainer's 
service quality towards training effectiveness. 
4. The relationship between the responsiveness dimension of corporate trainer's 
service quality towards training effectiveness. 
5. The relationship between the tangible dimension of corporate trainer's 
service quality towards training effectiveness 
6. The dominant factor among corporate trainer's service quality dimensions 
that affect training effectiveness. 
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IA Research Hypotheses 
In studying the impact of corporate trainers service quality on training 
effectiveness, specifically in trainee's acquisition of knowledge, skills, and attitude,. 
There were six hypotheses need to be tested: 
Hl: There is a relationship between the assurance dimension of corporate trainer's 
service quality towards the training effectiveness. 
Bennett (1990a) suggested one of the trainer compete ncies refers to good 
knowledge of the subject matter. While McDermott and O'Connor (1998) stated that 
someone who is expert will able to influence other people. Thus, corporate trainer 
with good knowledge will be able to influence the trainee to lam. Shaw (as cited in 
Martins, 2002) mentioned that the impact of trust is that we can devote our attention 
to a much broader range of activities than would be possible in an environment of 
suspicion. Therefore, trainee will be able to learn more and increase training 
effectiveness if corporate trainer is able to convey trust among than. 
H2: There is a relationship between the empathy dimension of corporate trainer's 
service quality towards the training effectiveness. 
Everyone needs to feel being respected and have the some of belonging 
(Maslow, 1943). An effective trainer should be sensitive to the needs of the learners, 
prepared to listen to what learners have to say and feels the mood of the learners. 
These are also important contributions to ei%ctiveness (Bemett, 1990a). 
Hs: There is a relationship between the reliability dimension of corpoznte ttaine is 
service quality towards the training effectiveness. 
Effective trainer need to have the characteristic to being seen to be `credible' 
(Bennett, 1990b). Furthermore corporate trainer will be able to ensure training 
effectiveness when trainee gain the intended knowledge or skills by delivering the 
7 
training as promised in training proposal and based on the training needs. This is 
because evaluation on training always refers back to training needs (Mamat, 2001). 
H,: Than is a relationship between the r sponsiveness dimension of corporate 
trainer's service quality towards the training effectiveness. 
Bennet (I 990a) stated that one of the trainer competencies is the ability to 
motivate learners and to hold their interest. Help seeking is a way to promote 
learning (Schunk, 2008). Thus, when trainees ask question during training and the 
trainer is able to answer them, then their interest to learn will be held and hence the 
training effectiveness will be increased. 
Hs: There is a relationship between the tangible dimension of corporate trainer's 
service quality towards the training effectiveness. 
Tangible in this study included the appearance of physical facilities, 
equipment, personnel and communication materials. It is proven that attire can 
impress others people and influence other's view (Peluchette, Karl, & Rust, 2006). 
Hance, the professional dressing may impress the professional image of corporate 
trainer towards trainee. Thus, it is believed that this impression will indirectly affect 
trainee's perception view and trustworthiness on corporate trainer. Moreover, 
learning oowr most by visual. Therefore, tangible will affect the training 
effective®ess. 
H6: There is a dominant factor among corporate trainer's service quality dimensions 
on training effectiveness. 
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1.5 Conceptual Framework 
Figure 1.1 shows the conceptual framework of the study, the main 
independent and dependent variables of the study. This conceptual fiamework 
referred to the recent empirical study by Lin and Sharif (2009) which stated that 
trainer is one of the factors affecting the training effectiveaess. The dependent 
variable of this study is the training effectiveness (Ooi at al., 2007). The independent 
variables consist of assurance, empathy, reliability, responsiveness, and tangibles 
(Parasuraman et at., 1994). This conceptual framework shows the direct effects of 
corporate trainer's service quality (Independent variables) towards training 
effectiveness (Dependent variable). 
Independent variables Dependent variable 







(Parasuraman et a1., 1994) 
rj]dmbg lpffecdvmý 
" Knowledge, Skills, 
Attitude acquisition 
(Noe, 2008) 
Figure 1.1. The conceptual framework of the study, the main independent and 
dependent variables of the study. 
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IA sigairicsow of the Study 
By conducting this study, it is hoped that it can contribute to the human 
resource deveiopmrtant (HRD) industry in Malaysia, included the training service 
industry, to increase their reputation and increase the trustworthy for its stakeholders. 
Subsequently, this research can be reference to policy maker when drafting policy, 
either the training executive to draft training policy for organization or training 
provider to draft the company policy. 
Besides, this study will also benefit the researchers in the humm resource 
field. They can use the data recorded as the guidelines of their future research by 
looking in depth to each of the independent variables. The hu an resource 
practitioners can also use this study as guidelines to improve or select the appropriate 
training and development methods to train-the-trainer to become high-quality 
corporate trainer. 
Furthermore, high-quality trainer and effecdw tranung will assist in 
operatilizing the human resource policy and benefit the organization's operation and 
management, and thus increase the productivity (Bond & McCracken, 2005; Brooks 
& Nafukho, 2006). In addition, it is believed that absent any training and 
development, turnover is bound to rise; and vice versa (Leff, 2008). 
It is important to ensure that the training budgets are well spent on elective 
training with high-quality trainer especially during this economy recession. Thus, 
this study can be used as a guideline for organ tion to choose the suitable vorpoate 
trainer and taming p aim for their employee. Besides, this study will benefit the 
corporate trainer in improving their service quality and directly improve Usining 
effectiVCma 
Service quality is always related to a+stonw won. This research will 
contribute to research and construct theory related on service quality and odor aspect 
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